










“What are the challenges were you 
facing in conducting mediation online 
during Covid-19 pandemic?”
The parties have no 
smartphones.
The internet connection 
usually an issue to the 
parties.
The changing of norm form 
face-to-to face to the online 
medium is a challenge.
The parties have no 
knowledge about online 
activities
It is difficult to get 
cooperation from the parties 
to do e-mediation.
• “There are some clients who feel comfortable with e-mediation because it is flexible 
and there is no need of a face-to-face meeting”. (Informant 2)
• “It is suitable and practical especially in the current situation (Covid-19 pandemic) 
and in future as well. This method helps the unit to attend the cases regardless of 
the situation and avoid delay in dealing with the cases”. (Informant 3)
14 informants 
think that it is 
suitable and 
practical.
• “It is easier for the officer (mediator) to play his roles in a face-to-face session rather 
than e-mediation”. (Informant 3)
• “E-mediation should be avoided unless it is necessary. Face-to-face method is the 
best way to conduct mediation rather than online”. (Informant 11)
• “No, it is not because it involves the calculation of payment (it is better to do the 
session face-to-face)”. (Informant 23)
4 informants do 
not think it is 
practical and 
suitable
• It is depending on the situation of each case. Some of them 
think that it is better to have a good facility and internet 
connection in the country before BSK proceed with e-mediation.
6 informants who 
are not sure
Question 2 
“Do you think e-mediation is suitable and practical to be applied in BSK?”
Question 3
“Would you like to 
suggest the 
application of e-




Respondent 15 said that not all clients or parties can 
afford to join e-mediation due to lack of facilities like 
smartphones and internet connection. 
The rest of the 
respondents agree 
to suggest the 
application of e-
mediation in future.
“E-mediation can save the parties’ time and cost” 
(Informant 6)
“It can be an alternative to face-to-face practice” 
(Informant 8)
“It is a good approach that worth to be explored. The 
enhancement and improvement of the current practice 
allow e-mediation practice to reach a standard level of 
online method.” (Informant 2)
“It is much easier. It saves the parties’ time” 
(Informant 1)





